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Objectives of the Assessment

The Mobile Money Operational Assessment is designed in Excel
for mobile money providers to:

= Provide a quick assessment of their mobile money operation
= |dentify foundational barriers to growth

=  Provide practical insights into how to overcome these
foundational barriers

This Assessment will take about one day to complete, and it is
advised that multiple members of a mobile money team
contribute as specific knowledge and expertise will be required.



Scope of the Assessment

This version of the Assessment covers the basics of a mobile money
operation, including:

= Quantitative assessment of key operational metrics

= Qualitative assessment of :
= Distribution network
= QOrganisational structure and operational set up
= Marketing strategy

Out of scope for this version:

= Regulatory environment

= Competitive environment

= Other advanced capabilities (interoperability, ecosystem, apps, etc.)
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Assessment: Input data

The Input Data worksheet is for -
providers to fill in with their
operational data, including;

« Customer data

« Agents and distribution
network data

 Product data

Customer data from the past 18
months is preferred for more
accurate growth rate within the
Operational Dashboard.



Assessment: Questionnaires

The Operational Assessment contains three

Distribution Assessment

guestionnaires covering:

Distribution
Organisational and operational structure
Marketing

The questions have binary responses, with
“YES”, “NO” or “N/A” as options

Recommendations will be provided if your
response is not in line with global best practice

Each response is given a score, which are tallied
in the Operation Health Dashboard

Additional sources and resources are provided at
the bottom of each questionnaire for further
insights on overcoming barriers
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Assessment: Distribution

GSMA.
Th e D IStI’I butl O n ASSGSSI | |e nt Distribution Assessment
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« Agent network

* Agent selection

« Agent training

« Agent monitoring
« Agent liquidity

* Agent incentives
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It is advised that multiple members

of a mobile money team contribute

to filling out this questionnaire, as  \When the questionnaire is

specific expertise and knowledge completed, scores are tallied in the
of distribution is needed. Operational Health Dashboard



Assessment: Organisational and operational

structure

The Organisational and Operational
Structure covers the following:

= Organisational structure
= Qperations
= Call Centre

It is advised that multiple members
of a mobile money team contribute
to filling out this questionnaire, as
specific expertise and knowledge of
organisational structure and
operations is needed.

Organisational and operational structure

Best practices in organisaional and operational siruchure are the resut of ial and ertor. Seascnad mobile maney operaiors have identfiad the importance of establishing
separaie business units for mobile maney, crealing separaie sales and distibation teams 1o drive the mobile money business, and properly aligning the other MNO funcions
o creste an environment in which mobile money can flourish

To complele the questionnaire having people that warks closely with peralion snd organisation wil add value Io e discussion, and ease the process of illing in he:
After ‘soores will appear and feed into the Operational dashboard

Organlsationsl structure

1 Isthe mabile monsy uit an indepandent business urit
separsied from the GSM business?

2 s there a dedicated mobile money sales and distribution
structurs?

3 Does the mabile manay manager raport direcly 1o the CEQ
?

When the questionnaire is
completed, scores are tallied in the
Operational Dashboard



Assessment. Marketing strategy

The marketing assessment
covers the following;

= Marketing strategy
= Marketing monitoring

It is advised that multiple
members of a mobile money team
contribute to filling out this
guestionnaire, as specific
expertise and knowledge of
marketing strategy is needed.
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2 Gan you arficulate what customer segment you are

3 Are your markefing communications reaching your

GSMR

Marketing

To drive usage, service providers must guide customers on a journey from their first encounter with mobile money to habitual use of the service. Critical to this jouney is
marketing. Marketing is very market specific, and some tactics which work wonders in some markets can be ussless in others. The objective of this section is thersfore not to
assess if your current marketing efforts are right for your market, but rather i the foundations of creating a well functioning marketing strategy are in place. This section assumes the
mobile money opertor has a deep understanding of what customers think of the mobile maney service

To complete the questionnaire having people that works closely with marketing will add value to the discussion, and ease the process of lling in the questionnaire. Afler
completing the questionnaie the recommendations and scores will appear and feed into the Operational dashboard

Marketing strategy Specific recommendation Score

In your opinion, are cusiomers aware of and do they
understand your mobile money service?

aiming to reach with your marketing strategy?

target segment?

0] mputdata [ oistribution || org structure [TENEEIPR| Operational dashboard

Marketing overall score: 0 outof 18|
‘Score of possible:  Sources for improvement: Resaurces: MMU Topics - Customer Adoption
Marketing strategy 0 outof 10 ( 0% )  GSMAPublication: Driving Customer Usage of Mobile Money for the Unbanked |

Marketing monitoring 0 outof 8 [ 0% )  GSMAPublication: Getting the Most Qut of Your Data: Segmenting Your Mobile Money Customer Base to
Drive Usage

When the questionnaire is completed, scores
are tallied in the Operational Dashboard



Operational Dashboard

After completing the assessments, the
Operational Health Dashboard will
provide a performance overview of
your mobile money operations

The dashboard will provide insights on:

— Overall operational health

— Agent network operational
health

— Customer activity operational
health
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Please get in touch

We hope you fine this Assessment useful

To get in touch with us please email us on MMU@GSMA.com



